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Complaint Trllctllng for fL (06/011'2008-0513112009). Total Customer Contacts: 84

ally Date ofCompl. NaturejjfCompl~,int, '''' D,ale bf RElso1utiQn bxP[anafjon of ReSoiution

1 06/07/0S A voice customer said thaI the agent was very 06/07/0S There is no such agen110 number
rude. The customer said thai they could not hear

the agent and when they asked them \0 repeat,
the agent was rudE? The complaint was made on
6i5/08 bUI the cuslomer said the irtCldent
happened around June 2 01 3 The complaint was

forwarded \0 Hle correct center. No follow-up was

requested

2 06/09/08 A customer contacted Customer Service Via email 06/09/08 A supervisor coached lhe agent on proper call handling procedures and
at 9:09 PM on 6/6/08 and staled: "She IS very to always prOVide the best Q,uailly service A follow-up ernad was 5ent'.0
nasty and hateful 10 us, mosltimes she won't let the cu~lomer on 6/9/08 Ie-tllng them know Ihe resolUlion.
the calls go through and when she does pulll
through she IS saYing sarcastiC remarks aboul my
husband being deaf 0100 in prison Also she tells
other operators nol to answer him when he dials.
Some complaints have been forwarded to the
ADA concerning her making lun of Ihe dear.

Family members are not deaf and we hear the
awfullnsulls" Customer Service replied via email
that the report was senlto the call cenler
super\'lSor. Follow-up was requested.

3 06/16/08 A TTY customer's brandll1g has changed from 06116/08 Customer Service ver',fied the branding The only reason thE' branding
TTY 10 BP.oU and Ihey have been trying all week may no! have been updated IS the anl.dal hie wasn't updaled on bOlh call
to find out how to Ilx It. The problem slarled controllers The Issue IS now Ie solved and the customer did not request
6/10/08 I apoI09',zed and opened a trouble tickel follow-up
No follow-up was lequested

4 061161(\8 Accuracy of C3ptlon~ 06116108 1\ cU510mcr 5harcd tccdb,;u::I'. IcgLlrdrng the <:lccur<:lCy of c<lptlons
Customer Service adVised them that rl would be most hglpfutlo have a

sampling of what lhey are seeing 10 detefmlne If the capllonlng IS

affected by phone line quailly (dropf-llng characters In the words) or

actual CA performance The customer was lold thalli she documRnts Ihe
date, lime sample errors arid CA number Wlc! G8n rlo speCI1rc lallow-up
With the capllonlsl at the Call Cenler We can aho adVise Ihe customer
whether the',r was caused by poor data conneciion quahty or 3. CA at the

Captioning ServIce. The customer chose nollo proVide speCifiC follow-

"P

5 6/17/2008 8111,lng - General 6117/2008 Confirmed With the customer that the delault relay carller billing charges
appear on hiS bill prior 10 customer's carrr(:'r of chOice reglSlrallon date,
due to hiS home camer 01 ChOice not being registered wllh CapTel
Explained to customer Ihal now Ihal he IS registered he Will receive
billing accordmg 10 hiS home Carrl€r 01 chOice AdVised consumer 01 the

many ways carrl€r of chOice reglslrahon IS brougill to Cap,el Gonsumer's

attention

6 06/18/08 A caller requested lhat the agent not type 06/18/08 The Team Leader explained to the agent Ihal she could LJnderstand why
recordrngs The agent typed a shan recording they were Irylng \0 be help lui ill Ihls sliLlallon bullo always follow
whlcrl slaled Ihallhe number dialed was 110t cuslomer Inslructlons no mailer whal The allent wlderslood and
accepting calls. because the agenl thought I! was apologized.
rmporlant lor Ihe cuslomer to know.

7 06/18108 Technical - General 06/18/08 A long dislance network problem WflS Identified where calls were rouled
tllroLJgh an incomf-latlble nelwork uSing VOIP IIn8s causing clala

connection difficulties The prDtilem was resolved b~ technical slJpport
by roullng caUs through an aft('rnale nelwork I con1rrmed wllh the
customer thallhls remedied lhe Clrcumslance



8 06126/08 A customer says that aU ot her calls through the 06128/08 The Relay Program Manager will transfer this complaint to the correct
relay service are garbled. She has (ried 10 adjust Relay Program Manager who handles Florida. I al1empted \0 reach
the settmgs on her phone to no avail. Customer customer 3 limes on April 19 - there was no answer and no answering
Service responded by apologizing lor the problem machine to leave a message. The lrouble licket explained the resolution.
and assuring her thai we wO\Ild turn in a lrouble The Relay Program Manager attempted to call cuslomer 3 limes but
ticket. A trouble ticket was opened. there wasn't a way to leave a message.

9 6/27/2008 Billing - General 6/27(2008 Collected information and look approprrate action

10 06/30/08 A customer complained that the agent was plaYing 06/30/08 A sLlpervisor followed up with agent, who slated she had s\owed her
games and lyplng slOWly typing speed down 10 try and correcl garbling from the ny user The

typmg on the agent's end was accurale ThiS was no agenl error and no
ac110n ','{as taken

11 07/03/08 Around 8:45 PM a VCO customer called In 07103108 No spec,f"e agenllDs were given tor coaching. The supervisor walked
requesting to speak \0 a supervisor regarding an around floor reminding agents aboutlhe proper procedure tor handll,ng
issue of agents disconnectmg hiS calls. The correctional taci'l\\y calls. The complaint was forwarded 10 the account
customer said thai he IS haVing dlfficullilme trying manager lor follow-up
\0 place calls and lhat seven limes In the last hour
agenlS disconnect him alter saying lhat they

cannot place a call from a correcllonal facility I
explained tnatl was unable to transler ItllS call to
a specifiC supervisor and suggested that he
ShOlild diSCUSS thiS wlfh Customer SerVice, whIch
he declined I also staled that I could not follOW-Up
wllhout AgemlDs bemg given. The cuslomer
wants a resolution, so lhls was referred to tr.e
accourtt manager for follow up via mall

12 07/07/0B The customer staled thaI al approximately 2 45 07'07/05 No follow·up With the customer waS required The agent did not hang up
PM IOday he got agent and proVided the calling to on the customer The compuler did a "memory dump" m the middle 01
number. When he did nol receive any re;;ponse the call which automallcally disconnecls the call ThiS IS a lechn',cal

he provided the number a second lime bul there Issue and nOl agent error.
was slIll no response The customer Ihen typed
"~lello qq ga" and nothmg was typed back. The
customel had to d,sconnecl the call and redial Into
relay. which he Imds very Iruslfa\lng I apolog'Ized
for the Inconvenience and assured him that thl';
Will be fQrwClrrl",rl tn il!Jf'n\'~ cJlrp.cl sllpmvism

13 Q7/14/(]8 Serv>ce - General 07i15/08 A customer shared feedback regarding the service of a speCifiC
capf,onlst dur,ng some Spanish caplloned calts The Customer Service
Repres8nta!lve apologized lor the InCident, thanked the customer lor the
feedback and Informed them that this mlormallol1 was shared With

Captioning Service managemenl so thallhe processing of Spanish
captioned calls can be Improved

14 08(03/08 A TTY user said thaI thiS agenl was very rLJde and 08103108 The complaint was forwarded to a supervisor for follow·up on processing
relU5ed 10 make a TTY 10 TTY call for him and ca',!s and not argUing With cuslomers
told him rte was calling (rom il jail He lfled 10 The agenl was terrnmated for unacceptable behaVior.
pface thiS ca'il approximately 12'50 PM There
were no customer notes Indicating thatlhe calling
number was al a prison. I apologized and told hal
I would reter the complaint ror 'ollow-Lip No tallow
up With Ihe customer was requested



15 08/06/08 Disconnect/Reconnect during calls 08/06108 Sen! customer information explaining lhe difference between a CapTel
phone ard a lradiliona\ phone. Explained to customer why
disconnectiorVreconnection might be occurring and senl email with lips
to reduce their occurrence.

16 08/07/08 A Fl voice customer called to complain that he 08/07108 I called the customer twice and there was no answer, then I was able 10
cannot reach hiS mother via FL relay. The line leave a message on vOice mail The customer has not called back. The
g085 dead for 10 seconds arxl [hen he gels a trouble ticket explained the resolution. The Relay Program Manager left
recording informing him thai long distance calls a message on vOlcemal1 and has nol received a call back

must be bilied, and asking him 10 enter the
number he IS cal,lIng He does not reach a live

agent He gels the ~,ame result whether calling the
FL 800 number or 711, I apologl!ed 'or the

Inconvenience and opened a trouble ticket Follow

up was requested

17 08109/08 A cuslomer allempted to call FlOrida Relay on 08/20108 A lener was senllo the cuslomer on 8/20 With an explanallon of a
August 8th 2006 from g·OO PM to 11 :00 PM and Significant Increase In call volume dunng Ihls timp Irame on 6i6 and an
was unslJcr::esslul. She kept getting a message apology for lhe Inconvenience
leltlng h..,r 10 hold tor a relay agent, bul was never
connected 10 an agent. The customer needed to

gel through to her doclor and was unable 10 do so
She IS asking lor a letter e~pla"nlng that the relay
system was down to be sent 10 her and her
primary care doctor. The Customer Service
Representative apologized tor the error am

recorded !tIe customer's and doctor's addresses
so a tetter !nIght be sent. No tOllow-up was
requested

18 08/11/06 A <::aller feported that they could not complete a 08/11 lO8 I contacted the customer to let her know lhat a trouble ticket had been
call by d,atlng 711 on 61gl08 at 5'27 PM The entered I also explained the resolution' a lechnlClan contacted the LEG.
Cuslomer Service Representative apologized for since they roule the 71 1 calls The customer appreciated the contact and
lhe InCO'lVenlence and proVided the 800 VGO explanation and 1hanked me for ail of my heir
number. A tfouble ticket was entered on 8111/08
and follow-up was requested

19 08/13108 A calter feported that the CA kept sayrng over and 08113/08 The complaint was forwarded to a supervisor lor tallow-up on pos51ble
over, "speakef no good breaking down". It equipment Issues or paYing allenllon \0 call A supervisor
seemed that she wasn'l paymg attention and kept spoke wl[h the agent abol,t the call She remembered the call and said
asking to repeal things. The Customer Service lhatlt appeared that the hearing person's vOice kept cutllng In and out,
Represenla11ve apologized tor thE- Inconvenience as It they were on a ceil phone. and she had 10 have 1hem repeat She
C1nd lold him lh.at a reporl would be senllo the call wanted 10 lei the TTY user know Ihls to keep Ihem mlormed ThiS
center superVisor, No fat low-up was requested appears to be a lechnlcallssue and nol agent error. so f\() action was

taken

20 08119/08 A TTY cuS10mer made a catl IhlOugh FL Relay on 06122/08 The comptalnt was forwarded to a supervisor tor toll'Jw-up ThiS could
Fnday 8-15-06011 approximately 4:00 PM ET to have been a technical Issue and the operator may have thought that the
hiS deClOr's 011 Ice The operator Indicated that a message was lell ThiS agent was not working
male vo,ce at the ottrce made an appointment. for dUring the time 01 Ihe call The complalnl closed as non-agent error
h,m today Tuesday 8- 19·08 Wilen he arrived lor
~llS appolnlment Ihe l~octO(s OHlce adVised him

mat he did not have one and Ihal they had never
received a call 110m him via Relay las! week The
TTY cuslomer doe~ not believe the Retay
opefator made the call and lied to him. I e~p(alned
to the caller lhat Relay operators make all callS
requesled to each and every number I also

adVised Ihal a complaint would be entered
regarding the problem he feported The customer
requests follow-up contac',

21 08/26108 A customer complamed Ihat only one French 08/29108 The calter was adVised to transter to English 10 plOcess an English relay
agent was available catl



22 08128108 A customer stated thai whelllhey dialed relay, 08128/08 A Supervisor Assistant explained thallhe description indicates there rna
they comected 10 the same operalor on two have oeen a lechnical issue allhe wOrkstation and requested inforrnatio
different occasions, one hour apart. When the from the customer Ihal wnuJd aUnw a lechnicJan to check for issues. The
operal0r dialed the call, the customer was customer did nol wanlla provide details or contact information for lhe
disconnected alter 15 seconds on each occasion. technician. The supervisor apologiZed for Ihe inconvenience and said the
The supervisor apologiZed for Ihe inconvenience information would be passed to lhe cefller.

A learn leader met with the aopn! on 8/28/08 and wenl oven proper

disconnect procedures and lhal intentionally discon'lecllng calls can be
lerminable oflense. Also discussed thaI if calls are dropping dl.e 10
technical problems Ihat a supervisor needs to be nctlfled Immediately.
The agent understands.

23 08l 29f(]f\ Service· Gengral 09102·'08 A cuslomer sharej teedback regarding the serVice oj some captionists
dUring some Spanish caplloned calls The Customer SerVice
Representative apologized for the InCidents, thanked Ihe customer for
Ihe feedback, and informed them lhal this inlormalion was shared wilh
Capllonlng Service managemenl so that Ihe proceSSing of Spanish
captioned calls can be improved

24 08129/08 DisconnecVReconnect during calls 091(2.'08 The (;ustomer was sent inforrr,allon explaming lhe diierence belWeen a
Cap I el phone and a Iradltlonal phone, I explained to the cuslomer why
dlsconnection/reconnectlon mighl be occurring and sent a leller wilh tiPS
10 leduce \\)811 OCCUlIl?nCI?

25 08/30/08 A customer complained that the FL TTY number 09 /02 ... 08 Custorrer Service tested the number on 9/2/08 al 8:20 AM and It was
COIJlrl nol bp ""ached, there was only ::l. beep Llr,(l ar'swefcld alter one ring and IS working perfectly
then a disconnect

20 08/30108 ThiS custoller called n about prcblems 08/3')/08 I contacled the customer for follOW up, wtk) reports "everything is fme; It'S
connecting 10 their client, a TTY user Th;s has working" The customer JS USing cell phone and Info digitS from Melro P
happened on several JCCaSlons but tile mosl are not sending The custome(s line was branded for VOice
recent was August 30 2008 at 7 36 PM CST. The
persull IS ups"'! abou! l11e InCOnVef1lpnce
Customer Service prOVided her wllh the Florda
Relay number and recommended she Iry U~lng

that number directly Instead 01 the 711 shorlrut It
was <:lIsa recommended that she Ily ";UII1ilCII"9 her
phon€' service. Follow-up was requested

27 08/30/08 The customer complained lhal the agent did not 09/05/08 I met With the CA and went over procedures on how to do a calling card
keep the TTY user informed while proceSSing il call and how to keeo the caller informed as to the sleps being taken \0
call USing i! prepaid C21hng card (I €. recordln:;) complete call.
plOylng, en:erlng Inlo, yuur balance IS . )

28 08131/08 Tlw cailer reported 1I1d\ he CUlJld no\ reach a Q>fi02irl3 A Customer Service Represenlatlve tried t1e number and reachej an
Creole age'll and wanled Customer Service to try agent bUI the cusloller was not satlstled With lhe result Follow-Lp was
:aliing the Creole numCler. req(lested from the Account Manager, who has dealt wilh Ihls customer

In Ihe past he Relay P'ogram ManagAf ernarled Ihe
customer on 9/8 and 9'12 to prOVide support and explain Ihe reason for
clOSing the customer"s In-stale call center :]n 9/30 a Customer SerV'ce

Represe'llallVe explalr,ed 10 tile Relay Program Manager Ihal thiS
cuslomer has been rude many times. seve'altimes on many day~, 10
Communlcalion Agenls and supervisors--usmg derog2tOfy, abUSIVe, and
threalenl19 language towards all Relay employees and then
disconnecting lhe calls After diSCUSSions Willi various leam managers.

"was deeded 10 lemporaniy block lhis cuslomer, espeCially giVen IheH
prior history of such acllons.



2' 09105/0& The customer complained that the agent did nol 09/05/08 I mel with the CA and ....enl over call prOGedures for using a calling card
keep the TTY usar Informed while processing a and how to keep the caller intOlmed on the steps lalum.

all using a pr9paid calling card.

30 09/09/0B The customer slales that when French Creo'e 10109/08 Trouble ticket #6995777 has been filed. The on-site technician has
agenls lake his calls, the r,orrpuler s...ems 10 skip Indicated that there are no further problems.
some lext and lellers are miSSing, making the
conversation hard to read. This only happens on
Frenc\) Creule Calls Relay Customer Service

responded by apologizing lor the problem and
assunng the cader lhilt a trouble ticket would be
tJrned jn. With the problem as stated A trouble

ticket was opened, no call back was requested but
110 would liKe II,e prDlJlem fixed,

31 09/10/08 Accuracy of captions 09/10/06 A C'Jstomm sh<lred feedba<.;k reyardlng the accuracy 01 capti01S_ The

Customer Service Representatn,'e apologized for the inCident, thanked
the cuslomer tor Ibe feedback. and Infor11ed th~m Th"'.\ th,s InfDrm:J.lio"1

was shared With the appropriate caption,ng ser~lce sfaff for follow up I
also suggesfed Ihallhe cuslomer documenl the dale lime, and CA
number for morc specifiC 'allOW \.p

32 9112/2008 Bi;llllo;J - General 9/12/2008 Phone company reimbursed customer fa' the bill Cusic-mer satisfied

33 09,'13/08 A customer placed calls today (9/13108) at lWO 09113/08 1checked thO'! r:uslomer's oat3bas~ prolrle 10 bt' SUft' ErgllSll was
dlf'erenttllleo; wflere the greeting and relay were selected as Ihe answer type A nole was out In place per customer

In Spanls/-. The c3,ller prefers English ThiS also instrucllons
happened several mOf\lhs ago i\nr1lhP cus\om&r
believes It IS due :0 an ";cuto branding" and should

be cleared by technical support lor good thiS tlnle
The cuslomer alsu wants a nOle In hiS profile

ma~lng II clear thai no changes should be made to

his profile wllhout specific mslrllr.llon~ and

corsent I apologlled 10 Ine cuslomer, selected

English as the language preference In GUI, and
rflCldc a nO'e p"'f til", CUS\{)me(s Instfuctlons I also
Informed the cuslcmer Ihat the problem would be

sent 10 technical sllpporllor resolution FnilOw-lIp

was reque5ted

J4 09/14'08 A customer experienced multiple dlscoMecls 09(14/0B The disconnecls were a result 01 the call coming In Spanish Instead of
while placi~ calls through relay, ,/\,s soon as lhe English The dalabase pmf,lp was updated per cu~tomer req,Jes: tu
operator'" greeting was ,eGe,ved, the cal WOUld select English as Ihe preterred language The cuslomer was contacted
end I apologized to the cl.slQmer and mformed via email as requested

them lhat this Issue would be forwarded to
1echmcal S\.lOport ler resolul10n Follow-up was

requested

cS 09/20/D8 A customer called complal1lng thatlhey were 09120f08 The Relay Pre-gram ManagPI proVided supporl and answers to thiS

unab:e 10 reach a Creole Agent In the Jacksollville customer; hOllie"er al't.;o( disCUSSion wolh ',/<!rIO\'S leam managers It wa",
(;enlf>f They wanled the complalill ducuillented deCided to temporarily block thiS persoll IrO'Tl uSing Ihe Relay serilce
because 1tle'/ are unhapp!, wl\h Ine sw,lch over since Ihe!, conllnued 10 use celoga\ory, abL'slve and threatening
from :he Mla'Tl; Cen:er When Ihere was a Miami language to all RcIQ!, employees desplle frequenl atlemp's to e~plaln

Cenler, !hey were always able 10 Qel Creole via phone and email Ihal Ihls IS not toleral8d

Agenls, but he says now he never 'Jets one The

Customm Service Represc.-,tn!ovc ,,-poI09'zed fUI
the unavailability of a Creal'? Agen: In the Florida

Cenler and listened 10 the Caller's :omplalrlts
Tile caller requesls tallow-up by email



3. 09129108 A vee customer reports that she is unable to 04122/09 I called the customer twice and there was no answer. I called again and
properly connect with FL Relay and waits on Ime was lold lhat the customer no longer lives Ihere. The trouble tlckel
lor long periods of lime before reaching an expJaJned lhe :esolution. As lhe previous representative menlioned, the
operator and sometimes gives up. The customer customer no longer lives al this number.
previously reported this problem on 9-23-08 and

staled !halttler need the problem fixed now. The
previous customer complaint and trouble ticket
had been entered on 9-23-06 The customer
staled they were contacted by someone and
!l("h/J~ed they were working on the problem. A

trouble licket was opened and the customer
requests con\act ASAP

37 10/05108 The customer states that the agent refused to 10/OS/08 The agenlls nc longer wi:h the company
connecl his cal,; he altempled 10 C01nec\ TIY to
TIV then hung up on outbound He said hp.
wouldn'l make any rnore calls, as lhos has beEr1
gOing on for a while; II keeps hanging up. The
voice never inillales the calls - they are always the
outbcund I apoluylzed and said lhallhe call
would be followed-up on I asked ,f lhere was
anything else we could de for him A lollow-up call
is requesled at 3:00 PM

38 10/07108 Technical - Gen~ra) '0,;07,'08 Techncal supplert added lhls new area codelp'eflx combination 10 the
system database, allowing lhp clJ$lo"Tler 10 successfully complete a
C8plloned call1hrough Ihe Captioning Service.

39 10/08108 A FL TTY cusl0mer states lhey requested to be 10.-'08'08 The "98nl was c~acherJ on paylflg careful allentlon when translem1g
transferred 10 Spanish, but were transferred to customers
Cuslonwr Servl(;e ins\ead Cus\omer Service

apologized and no follow-Lp IS needed

40 10,08/08 A customer complained \llal captIons st(,P In 10iOBI08 I ad'/lsed the cuslomer that Ihe caplionlng assistant experiellCed no
middle of calls. audiO dunng thiS cail. so senl a technical message nollng difficulty and to

hang UQ and (ry (lle call agalf1 A subsequent lesl call yielded greal
caption:; and lhl' 'ssue IS resolved

" 10/1 :./08 A customer says she can no longer make long 10/26/08 The uouble tlckellndleales thai" the Ilcket was lransferred 10 me or
distance calls to her son or daughler when uSing 11/3 I conlacted :he customer and sonldaughter and they staled lhat the
the FL Relay Service. Relay Customer Service pi obi em has been resolved" ThiS conlac\ was c\os<'[1
rasponded by apologiZing fOI the p,utJlem and
assuring her Iha\ a lroub\e llcl<;el wouid be sent 10

furlher investigate Ihe problem A call back was
reques1ed and a t'ouble \\ckel was opelled

42 10/20108 A customer emdiled (U l:omplaln that the CA '"11('0 10/20108 The complalnl wa5 forwarded 10 a supervisor for coachmg on
10 me and my hus~Jand and 'hen hung up on us dlsconn?ctrng calls and TIY 10 TTY procedures A

My husband has lhls on hiS prlnl-Qul from hiS TTY supervl"o[ met wllh lhe agent and coashed them on the proper
She refused 10 connect us TTY 10 TTY <lor! laid proced,,,,,,, (Of \;Of\\\€t.:llng Try to (I Y callS and e){plalf1ed Ihat IS the
my hUsband thai I said lhe TTY user was agent IS LJnsure hew to proc8SS any call 10 ask for aSSlstan:::e. Follow-up
una'V31lable Thls IS rIOl \rue She sa',d hi'r cornplet.,d by supervisor DaVid P on 10/24.-'08 Via email
husband would se'ld lhe tape to lhe ADA The
date and tlnle of call were not provldec lhe

Customer Service Represen~atlve replied thai Ihe

report would be senllo the call cenler supervIsor
and II the callers coutd f<lX a copy 01 Ihe TTY lapo
we would appreciate il 1prOVided fax number

Follow·up was requested.

43 10/24108 Technical - Generat 10/24'08 Aile! lh<'J: lelephone camer H:xmtifl()d and corrected a technical Issue wllh

the number the cuslomer was trymg to call, lhe user can now reach thai

n\Jmber when dialing with captions.



44 11/03/08 The customer complained, "Operator typed 11103108 A team leader met with the agent on 11/3108, The agent was mformed
horribly slow. Operator would not lype certam thallhey are expected \0 meet the 60 WPM lyping speed and alleast 85
phrases fa mom causing contusion during the call. percent accuracy on aU calls. The agent was tord lhal if they are
Kept typing extremely slow, kepi pacing experiencing problems with processing a call to notily a supervisor
Outbound user complained about her spelling, immediately and they understand.
When I requested a supervisor she said one was

not available.~ I apologized 10 the customer and
assured them the Information would be forwarded
to the appropriate superviSDf

45 11 fOB/DB ThiS user complained that tor the past 2 months 11/',2108 The Issue was assigned to Customer Service for further InvesligaHon A
the vOice person has not been able to call her trouble Ilcket was turned In on thiS problem This complaint was
Ipend uSing FL relay as the call w,iI not go transferred 10 the fight Relay Program Manager who handles Florrda I
through. Tne oul dial makes funny lanes and the left 3 messages on vOicemill1 but did not hear back from lhe customer.

call cannot be connected ThiS caller was also

branded VCO, bullS a he£lflng person who calls a

VCO user. I apologl:ed lor the inconvenience and

took her mformatlon down. I also changed her

deVice status In lhe database back to voice and

changed her long dis lance carrier to her new one.
The cuslomer requests a follow-up call

46 11/13/08 Technlcal- General 11/13/08 Customer Service has determmed Ihal the network IS claSSifying this.

user's call as cornman-coin/unknown The CapTel plalform was modified

to accept this nelwork claSSification lor a residential user

47 11/24/08 Accuracy of capllons 11/24/08 A customer shared leedback regarding the ac<.;uracy of captions The

Cuslomer Selvice Representative apologized lor mCldenl and Ihanked

the cuslomer lor bringing their experience 10 our allenllon Customer

Service suggested that the cuslomer document the dale lime, and CA

number of any future calls 10 ai',DW us 10 take speCIfic acllon With the CA

captlon\ng the call The cuslorner chose nol to prOVide speCifiC examples
at Ihls lime

48 11/25/08 The customer complained, "Me and my family 11/25/08 I apologized to the customer and Intormed them that the Issue was

have tried all weekend to contact my mother Her dOcumellted and would be looked IOta A supervIsor suggested

phone number IS xxx-xxx-xxxx When we dlallhe discollnectlllg and trymg again. as we had FL Spanish agents avaIlable

Spanish Relay the line Jusl lings and rings bul no at the lime hiS complaint was laken The customer s<lld "ok" and Ihen
one answers Why IS no one answering the FL disconnected.
Spanish Relay number? The number we called IS

FL Relay Spanish 1-877-955-8773" The customer

requests tallow-up

49 12/01/08 A FL TTY cuslomer says he cannol get connected 12101/08 A message was leil on a TTY answering machine on April 19 at 12.05

to two local numbers calling Ihrough Ihe relay via asking the cuslomer 10 call back 2 more messages were leU on Ihe

711 The calls are bolh local. Relay agents lell answering machme and C'jstomer has nol relurned the calls The trouble

him the numbers ·''Keep coming up sllenl". I IIcke! explained the lesolullOn As llle prevIous represenlallve slated, 3

apologized for Inconvenience and opened a me""ages were left on Ihe cuslom<;r's answering machine on dlfferenl

trouble lickel Follow-up was requested days and limes and tile customer has nol called back



50 12/01108 At 12:15 PM a customer stated that he is 12
'
O1{08 The trouble licket explaired the resolution. I left messages for the

experiencing difflculty comecling to his family customer and have oot rEceive<! a call back.
merrbers at two separate telephone numbers.
The operatcr would dial out 10 either silence or to
ambulance lones. The customer slated thai he

tried 711, Ihe FlaOG re'a~ number, and also FRS
but couldn't get through to the two numbers. The
customer database indicates the Long distance
Carnef 01 Choice as Bell Soulh, predelmffi.nf'd
paid by Inbound. I apologized to the customer and
a troLble llcke! was completed on th,s Issue The
customer wishes fuliow-I.JfJ via fax.

,- 12102/08 A VOice cusic-mer staled that she 's unable to ca'i 04122/09 2 messages for the customer were lett on vOIce mail. I called agaIn and
her mother via FL Relay due 10 getting a ausy there was no answer or vOlre ma;1 so I was uo;cble 10 leave d'luliler
Signal but the IIUl1IU:Jf «figs when dialed d',rectly message The 1rouble Ilckel explained lhe lesclullon. Also. as the
without Relay. I adVised the customer Ihat a prevIous represen\alive stated, voice messa!=les left on Ihe cU!':lomer's
lrouble llekel and COTlpl;'linl would be enlered A answenng machine were not returned.

tesl call was made from Re ay Customer Service
with an ottlce desk p~one a')lj Ihe line was busy
A trouble Iicket was opened eustemer requests
contacl asap

52 12/09i08 Consumer education - USB 12/09108 I prOVided the customer Wlt'1 inlorr~afion on the Caplel phone USB
model

53 12/09/08 Accuracy of c.,plions 1?/09IOR A cw;tomcr shared flenerdl feedback reqardinq tl"Je aCcuraCY of capticns
on Hlell Spanish call The Customer Service Aepresen:atlve aoologlzed
lor the InCident and thanked the customer for hnnglng their experience 10
our aUentlon Generalleedback as received was paSSEd on to Call
Center Managem'O!nt The Customer Service Representallve S.lg~eS\Ed

thalli GuslolTler uocumenls the date, time, and CA number of any futu:e
~al!s. we can lake specilic action With lhe CA captionlflg Ihe call The
customer chose not to provine !lny follow-up dct;lrl.

54 1?/16108 Tho cust0mer otates thaI whl:'1they call the 12/16/08 A trouble tlcl,el WtlS €'ltered 'egardlng Ihe complaints listed. Unable [0
number. Ihey receive a loud siren sound THs also make contacl With the custoner at 12:40 PM and 12:55 PM Re(Ened 10
happens when call1n\J other numbers wllh nX ;H'?a a Cuslo"',,,r SerVice RepresEnlatlve lor further questionS/Inquires
code Oil vOice to lTY calls there IS a lot o( regafdmg Ihe Iype 01 TTY be ng used Left a message on a TTY

garbling VOice messages aren't berng left on hiS answering machinp on April' 9 at 12:05 PM lor CL.stamer to calt baCk.
TTY answeriny mdchl!1e. 711 IS nol working Left 2 more messages on answering machine bul the cuslomer has not
Correctly The custome- says a Cuslomer Service called back Trouble tlckel E)(plaJned Ihe resolullOn. As preVIOUS
Represenlatlve prevloll.~ly lol~ hiS son to sel representallVe slaled, lell 3 messages on customer's answeflng machine
analog 10 digllal bulthe CUSlOTler doeS not bul r;uslomer has not called back.

understand wha: that means He remnded
C\lslomel Service Ihal1hey have rIO\ -elurned hiS
laslfwo service complaints they submilled 10
technical supporl I<'lSI monlh, and Slaies Ih<ll he
does receive automatic answering ca.IS on TTY
The custcmer requesls follow-Jp via p!)One

55 12/19/2008 Billing - G€lner::J.I ·2/1 Y/20GB Dscussed billing and took appropflale actl01

56 12/19108 Service - Genera, 12/19/08 I advised the program Qulreilrn tr!llner that a severe :;rlOW storm
Impacted staffing a! lhe Capllonlng Service and confirmed that a
CI)$IOmelS wall lime was shghlly longer than normally e)(perlenced 1

dOVlsed that cuslomers should lellhe call ring a few moments longer
than the usual few seconds



57

58

59

60

6'

62

1'2/22/08

12/29108

1212912008

01/02109

01102109

01'12.,'09

A Fl voice user called to complain thai he was 12/22108
receiving harassing pholl9 calls through Sprintip.
The Customer Service Representative apologized
and no follow-up was requested

DisconnectiRecorlrlect during calls 1'2129/08

Billing - General 12/30/2008

A supervisor came on the line, bulthe customer 01102/09
had nol requested a supervisor. They €)(plallled
that hey were dissatisfied wl(h the way the agent
was handling the yeO call The customer said
thai either the agent did not know how [0 process
VCO calls or was badly trained Then Ihere was a
clrck and the line wenl dead The customer slaled
they ca',led back tnro relay and requested him the
supervlsol by name and asked him WilY he had
t-,ung up The supervisor said he did n01 hang up,
that the Ime simply disconnected The cuslomer
said thallhey had worked In relay for some time

alld did not know lor lhe calls 10 unexpecledly
"disconnect" The customer said, "I told him I was
not happy wl(h him (hiS lone was very shorl and
he wunded upsel) and was not happy wltlllhe
"line dlsconnecled" comment We llung up"
ThiS customer prelers email responses and staled
they would like fOllow wllh til,s and e-mal) would
be besl Customer would like lOll ow up Vla phone

A Fl VOice user states that they have many 01102/09
problems while uSing Florida Relay, butlhe main
one IS thallhe relay operator was rude and
Interrupted the Caller. The l;uslomer slales thaI the
supervisor also had a lone thaI was very shan and
sounded up~el. Customer service received thiS
complaint VIi!. email and apo'loglzed in a return
email, a~~urmg the caller thallh,s would be
looked Into by the Program Manager. The
customer would also like a follow up by lhe
Program Manager vIa email

ThiS customer slales thai he cannol place 01112.109
mlernational calls using hiS Vellzon long dist.ance.

In the past his dalabase was altered to allow long
do,stance calls \0 go through With "local override"
due to a bug In the sy~tem With Veflzon
International long distance. Customer Servrce
responded by explaining thallhe development
learn nad informed Cuslomer Service lhat the bug

had been llxed and re-entered Ver,lOn for
Inlernalional tong distance In the Cuslomer
Database profile on 1/9/09 Due 10 thiS change.
cails would not complete on 1/11109 A trouble
licket has been entered by Customer Service and
follow-up was reque~ted.

The Customer Service Representative explained the use of relay and

proVided instructions on Iurther hardling of phone calls. The customer

did not request follow· up.

I sent the customer Inlormation exptammg the dIfference between a
CapTel phone and a lradillonai phone I explalnNJ to Ihe cuslOmer why
disconnectlonlreconnectlon mlghl be occurnng and senl a leller With I',ps
to reduce the occurrence

Customer was referred to Spnn' to address long distance charges
Imposed by the defaull Relay prOVider In order to seek pOSSible
re',mbursemenl Customer's preferred long distance carrier was r}D(
registered With CapTel, but was regislered upon conlact IMlh tiS

Customer expressed appreciation 101 thiS aSSistance

The Relay Program fI.'I,mager emalled the customer on 5114 and left a
vOice message on his answering machIne on 5/15 al 2 30 PM, inqulnng
II our Relay services have been satisfactory lately and to please email or
call back RPM made third allemplto contact cuslomer and on 5/18 al

11 :25 am, lett a final vOice message on answering machine With email
address and call-back number

The Relay Program Manager called the customer apologlziO>d. and
briefly explained about tne Relay serVice

A techniCian worked on and cornpieted thiS Issue on 1,1~~ They were

unable to dupllcale thel~sue. as lesl calls compleled With no Issues On
518 at 4:30 OM. the cuslome! was called and there wa~ no answer
The Relay Program Manager cailed the cuslomer on 5/11 at 11 10 AM
and there was no answer Tile Relay
Program Manager called the customer on 511 ~ al 3 55 PM and 5'15 at
2.05 PM but was 110\ able 10 get a hold at them Smce Cuslomer Serw:e
has not received further complaints from thiS cuslomer and since we

have not been able to get a hold of lh,s cuslomer after three allempls It
IS assumed that Re'lay services have been worK.I1lg well



63 01/13/09 Po. voice cuslomer is unable 10 dial out via the 01/13109 A technician worked on this issue on 1/14 and reports it is ".. fixed wilh
relay, the number shows ;:IS ;:In unknown location the recem VNH updates."
so ,elay cammt dial out. \ apologi2.ed and opened
a trouble licke!. No follow-up was requested.

6' 1/16/2009 Bill~ng - General 1/~ 6/2009 Changed phone company billing code tor customer's Inng rlistance
prOVider In our system due \0 long dislance company changmg to a
different billing code. ThiS change will ensure cuslcmer receives b,II'ng

oef their horne account arrangement

65 01130/09 A clistomer reports that cap\lons stop In middle at 01/30109 A customer shared feedback regarding captions slopping during a call
a call ~ru:! pr(lVlded spe::ilic cnl! dala The Cu:;loner Service Representative

apologized tor the Incldenl and thanked the customer for the leedback
l')veS!lgallollldell\lfied Ihal Ihe call had a IDuble Ilcke1 H"1dicating
difficulty at the CA's work stClllorr. The customer acknowledged recel~rng

l'le message, "Sorry e.>:pe'lellClllg lechnu:::al difficulties please try yOlI[
call again." ThiS issue was resolved by cenler personnel Immediately

66 02/D2/09 Consumel eaucalioll USB 02.1(12109 Discussed the option 01 CapTe( USB to have larger-SIzed text

67 02/05109 DisconnectiReconnect during calls 02/05/09 Tht' cll.~l()nler was sent Inlcrmation e;.;pla>ning Ille llitlerence between a

CapTel phOne and a tradrtlonal phone I explained to Ihe cuslomer Why
d,~conn&cllorVreco')nectron mrQht be occurring and sent an ema,l With
lips to roduc,", Ihe (ccurrence

68 02112/09 A FL TTY user Ilas been unable 10 make oUlgolnQ 02/12/09 On 2/13 a technrCl<lr> said: 'The number rs a '/alid nunber (Brandon, FL),
calls through relay for the ~ast week. When she IQrward,r>y lll.:;kellO Development to have Ihe database updaled" The
tnes she gels a message Ihat says, "C~nnot database has been updated and the Relay P·ogram Manager called Ire
proceed with cut dial. Could nol oul dial, Invalid customer li'a Ihelr TTY numJer aM was nol able to leave a meSSil(J'"
calling pilrty numher" The cusbmer called lhelr TI19 Hel;W Program Manager called Ihe cuslomer via vOice on 5/11 al
U:::C, who said everything IS tine on their end I 11 'lOAM end lell a message The Relay
apologized lor rnconvenlence and opened a Program Manage' called the customer a 3rd lime on 5/14 ill 2:15 PM
lrouhi/' liekel Follow-up W05 requested and lell a 111al message on the vorce answering machine, saYing that It is

assumed tr,al relay servrces have been perlo,"mmg satrslactorrly since
we updateo the databas!1 and hflve not heard further compla>nls.

69 02/25/09 A VOIP TTY customer rFJports that their location 02/25109 At 1235 Pili I left a messagE for the customer to return the call A female
shows as "unkrown" 10 8elay The cusll.lmer ge\s staled \hal she doesrj'l know 111he ISSIJ€ has been resclved 0'1315, a
an "Invalid num::>er" message thatlnterteres With techniCian LJodaled the VNH success/ully The Relay Pro(Jrilm M;ln8ger
Rel"'y oul dialing 1apo\.)gl<:cd nnd opE'ned ~ oTlglT1illly ca led ClJsl::>mer 'ola TTY abC\l\ another complaint, as TTY Wil$
trouble ticket F:lliow-up was recuested stated as lhe cListomer's preferred chOice 01 communication; however,

on \')IS r.omp1aml lhejl said 10 cal\ bac\<' v.a vor.p- The Relay P'og[;:(1'T1
Manager called the customer on 5/8 al4 50 PM via vOice and leH a
message on an answellng machme as\<'lI,g 1hem 10 call bac\<'. Tile Relay
Program Ma1ager cnllerllhe ~~Jstomeron 5/11 at 11:10 AM Elnd left Q

vorce message Inqlllilng rl relay services were sallslac'ory and
reqLestrng a call baCK The Relay Program Manager c~lled Ihe ~ustomer

a ::Ird lime on 511>1 al 2'35 P1\~ <lnd leH a t'r'dl message on lhe voice
answerrng machrne saYIr1g thai It IS assumed Iha! rela~ servrces have
been perlormrng sallslaClorrly since we updaled Ihe database a;ld hal,'e
nol had any f\,rther cumplarnts from (his customer.



70 03110/09 Accuracy of captions 03110109 A customer shared feedback regarding the accuracy 01 captions and

provided specific call data. The Customer Service Represenlalive
apologil"ed tor the incident and thanked the customer for the feedback.
The call detail information was shared with Call Center management for

follow-up with the CA by thelf supel'\lisor. ThiS was conveyed to the

customer and they note{! appreClalionot the fOllow-up.

71 03112/09 Accuracy 01 capllons 03/12/09 A customer shared feedback regardmg the accuracy of captions and
provided specific call data The Customer Service Representative
apologized lor the InCident and thanked [he customer for the feedbaL:k.
The call detail miormation was shared wllh Call Cenler management for
follow-up With the CA by lhelr supervisor.

72 03123/09 Captions lag too far behind vOice 03123i09 A customer reported that on a scripted recolded call she e~perlenced

addllional seconds ot delay wllh the caphons The Cuslomer SerVice
Representative apologized lor lhe Incldenl and Inveshgaled 11. A fasl
paced scripl resulted In exIra seconds of delay as lhe captionlsl
tranSCribed The CA number was reporled (0 their supervIsor lor

monilOllng and assistance The Cuslomer·s experience does nol Impact
compliance wllh FCC rules tor 60 WPM lexl IransmlsSlOn

73 03/26/09 Technical - General 03126/09 A112"40 PM a major nelwork supplier CapTel relies on experienced
difficulties thai Impacted some CapTel calls. Al 3·15 PM, Capt€l's
supplier re-established Ils link, allOWing all calls \0 tJe routed ar'd

processed normally. Dally service level was mel as only some calls were
attested The customer confirmed ability lo make lhelr (:;-\11

74 03/27109 Disconnect/Reconnect during calls 03127/09 The customer was sent ,ntormatlon explaining the difference between a
CapTel phone and a trildl!ional phone.' e'rlalned 10 IIle customer why
d',sconnect,onll€sonnection "llghl be occurring and sent tips to reduce
the occurrence

75 4/1/2009 Billing Issue - Calling Card - unable to use 4/312009 CapTel Customer Servrce nas determmed that this user"s calling card
prollider is roullng the call lhrough a VOIP ne\work not compallble wllh
Caplel. As an Inlerlm soluhon, CS mailed a prepaid calling calc to
customer to provide thiS consumer lime to oblaln a dlUerenl company's
calling CClrd

76 04/05/09 The Gustorner reports lhat the operator did not 04108/09 The lrequently dialed numbers procedures were reViewed With the agent
101low h',s Instrucllons on 4/8/09 al approximaTely
740 AM H,s daughler"s p\10ne number IS In lhe
R81ay database and he relies 011 the oper310r to
know hoW to access hiS freqlJenlly dialed
numbers I apologized and explarne\11hallhe
supervisor WI',! be noll(led No follow-up w,,~

I€!Quesled

77 4/161200') Billing - General 4/17/2009 Discussed billing and took appropnale action



78 04/17109 Accuracy of captions 04/27/09 The customer shared gene/al feedback regarding the accuracy of

captions. The customer was ask.ed tor any specific detaillhal would
help Customer Service follow· up With the Call Center personnel. The
customer followed up days later and shared an example of 2 word

errors. The Customer Service Representative apologized lor incident
and thanked them for bringing the specific information to our attention.
The feedback as receivoo was passed on to Call Cenler Management
The Customer Service Representative educated the consumer about
how lex! is generated using voice recognition ralher than typing, and that
COrrectionS will appear in < > brackels after a word error. The customer
acknowledged thai a coaecllon was received during the call and

expressed satisfaction with Ihe details shared.

79 04/20109 Accuracy 01 capl!ons 04/22/09 A customer shared an example 01 a word error Irom a caillha! confused
her. The Customer Service Representalive apologized and thanked Ihe
;:;ustomer lor bongmg their expeflence to our allentlon The CLJs10mer
Service Represenlallve also educated the consumer on how text is
generated uSing vOice recognillon, and that errors caught Will appear in <

" brackels al1er the error. The customer acknowledged thai a correclion
was received dun'lg the call The customer was e'lcouraged to ask olher
the other party for clanllcation when desired 10 vedly what was said.
noting she can do so at any lime during Ihe caption tranSmission. The

customer was satisfied wllh the support delaHs shared

80 04/22109 Customer Complaint· The caller reported that 04,22/09 A techniCian 5tated on 4:'27 "Per slale contract, we have 10 do last-
when he dials the FL Spanish relay numbtlr, It IS number branding look-up I'll reter thiS to over to the busmtlss. The only
answered m English; and when he dials lhe pOSSible solution that can be done is \0 request that a separate to\l.-

English number II is answered w. Spanish He number be sel up tor thIS customer or a deSign change which would have
does not want his ca\l.s to have to be transferred to corne from (he busmess s'de." The Relay Program Manager emalled
each time 10 get the proper language. He IS lechnlcian on 5i8 tor additional suppor\. On 519, IT said: ·We are
bIlingual and makes calls through relay In bOlh currentty fUltitling lasl-number brandmg look-up per stale contracts. Since
Spanish and Eng'lish He requesled a trouble the cuslomer IS bllmgual & If the customer wants an EnglIsh agent but
ticket be entered as was done In the past to preViously dialed In Spanish, lhe next call would roule to Spanish per the
correct the problem Th8 Customer Service :;lale contract requirements & '10\ English In order 10 accommodate thiS
Represenlallve apologized tor the Inconveruence customer's requirements In place 01 the stated contract and original
and told him the tro'Jble ticket wou',d be enlered reqUirements, It would require a new card to be opened for tUnding. new
He requested 10 be contacted via emaI', wifh Ihe coding reqlllrements & development work The only olher Solution IS
resolution. loading separale toll-tree numbers for the cuslomer and route one to

SpaniSh and one to English and not do branding look·up on these
numbers' The r~elay Program Manager emailed the customer on 5/11.

81 05/06109 On 513/09 a voice caller slated she was on th9 05106,'09 t met with the CA on 5112/09 The CA remembered call and stated that

phone With an elderly nY user at approXimately the vOIce person wanled them to repeatlntormallon lllat had occurred
615 PM EST when she asked the operator 10 earlier in Ine conversation. When the CA laid the vOice person that they

repeat what she had just read The operator no longer had Inat information the vOice person replied, ··Well you are
rudely said lney would not repeat and then 1he the only operalor who doesn't .. The CA said Ihe vOIce person became

operator hung up on both Ihe vOIce and TTY very upset and hung up The CA denIed hanging up on them and il
users The vOice customer wants a catl back 10 appears to me that Ihe CA was follOWing proper procedures
confirm thai the comptaml reached lhe appropriate
superviSOI I apologIzed and assured them lhal
the complainl would be forwarded to the
appr01YIate contact Follow·up was requested

The Relay Program Manager OperationS, and the customer had several
email communications about thiS; the last email to the clJslomer on 5/14
slated· "[Sprint Is1 workmg wllh our Operations team on a diHerent
solution. This may lake time because SprmtlS already fulfilling the Slate

ot rronda's contractual requiremenls. so Ihls IS something that will take
time to develop a new procedure--somethlng 'extra' we are do',ng outSide
01 our normal dulles (Sprint wIIIJ keep you posted" Since the stale relay
requirements are being met thiS complaint IS conSidered closed, yet

Sprmt Will continue working on thiS new teature as an added bonus



82 5f712009 BillillQ Issue - Calling Card - unable to use 5f7/2009 Investigated and informed customer that the calling card they are trying
10 use is going through an incompatible VOIP network thus preventing
the call rrom connecting 10 the CapTel user. Provided an intenm solution
for the cuslomer, and advised using a different calling card.

83 5/8/2009 Technical - General 5/812009 Customer reported a one-lime Isolated InCidence where captions were
nol pl8senl Investigated and explained 10 customer thai captions failed
to appear on a call due 10 a technical issue allhe capllonlsl's

workstation. Apologized for this inCidence Cuslomer was advised he ca

turn captlofls oft and on agam while 51111 on Ihe call 10 re-connect to the

center and a new captlonlsl Customer satisfied

84 5/1812009 VCO customer states the agent doesn't pay 5/20/200 Team leader met with agent. Agent did remember this call and

allention to instructions and always does lhe remembered accidentally hlt1ing the Incorrect key Agent IIltormed lhe

opposite of what IS requested. This lime she caller of the mistake and verified allinformalion as requesled by the

reques1ed that he save the msg and he de',eled customer and then transferred them to cUSlomer service allhelr request.

the msg Irom VOice mail This call took place Went over cal\ procedures and stressed lhe ImpOilance 01 followmg

5/18/09 at appro~llnately 6:00 PM CT customer Inslrucliorls at all times Agent underslands.

Apologized No tollow up requested.

Dale Generafed. Frl, May 15th, 2009@01.41.29 PM CT
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